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First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - First Contact Resolution

Customer Company High Low Medium FCR Total
Natural Resources 5 293 16 314
0 98 2 100
Customer Company Total 5 293 16 314
0 98 2 100
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Missed Initial Response

Missed initial response tracks DTS’ efforts to respond to customer incidents in accordance with enterprise standards .

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock minutes.

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Inital Response

Customer Company High Low Medium MIR Total
Natural Resources 5 293 16 314
1 51 4 56
Customer Company Total 5 293 16 314
1 51 4 56
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Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards .
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Customer Company High Low Medium ATTIR Total
Natural Resources 5 293 16 314
1.48 0.99 1.1 1.01
Customer Company Total 5 293 16 314
1.48 0.99 1.1 1.01
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Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

Customer Company High Low Medium MR Total
Natural Resources 5 293 16 314
1 36 5 42
Customer Company Total 5 293 16 314
1 36 5 42
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Average Time To Resolution

Average time to resolution tracks DTS’ efforts to resolve customer incidents based upon established enterprise standards .

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Customer Company High Low Medium ATTR Total
Natural Resources 5 293 16 314
1.94 3.32 8.06 3.51
Customer Company Total 5 293 16 314
1.94 3.32 8.06 3.51
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Detail
INC000000222861 Dan Christensen None None None TIR Missed: Yes TIR: 27.43
Campus Networking Richard Erickson Natural Resources Low Closed TTR Missed: Yes TTR: 27.52
INC000000230021 Jim Parrish Application Error Microsoft Word TIR Missed: Yes TIR: 1.39
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 1.39
INC000000231549  Thomas Dempster Print/Copy/Scan/Fax None None TIR Missed: Yes TIR: 48.60
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: Yes TTR: 103.60
INC000000235238 Rich Hansen Network Error None TIR Missed: No TIR: 0.00
Metro D North Desktop Support ~ Ryan Casey Natural Resources Low Closed TTR Missed: No  TTR:
INC000000237914  Alene Whittekiend Telecom Hardware Telephone TIR Missed: No TIR: 0.38
Voice Operations Annette Nielsen Natural Resources Medium Closed TTR Missed: No  TTR:
INC000000237914  Alene Whittekiend Telecom Hardware Telephone TIR Missed: No TIR: 0.00
Voice Operations Annette Nielsen Natural Resources Medium Closed TTR Missed: No  TTR:
INC000000239631 Odair De Oliveira Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro B Help Desk Val Shepherd Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000239661 Tammy Kikuchi Application Error Novell GroupWise TIR Missed: Yes TIR: 1.16
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: Yes TTR: 8.42
INC000000239728  Robert Fitts PC/Laptop Error None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000239803  Kerry Carpenter PC/Laptop None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000239832 Nicole Dennison Network Password None TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000239859 Robert King Network Password Novell ConsoleOne TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000239872 Mike Suflita Network Incident Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000239961 Lee Sim None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000239976 Ty Hunter Network Performance None TIR Missed: No TIR: 0.00
Network Operations Dave Bodily Natural Resources Medium Closed TTR Missed: Yes TTR: 493
INC000000240146  Suzette Fowlks PC/Laptop Virus None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: Yes TTR: 7.05
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INC000000240188  Jason Curry None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000240235 Dennis Strong None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Medium Closed TTR Missed: No  TTR: 0.00
INC000000240265  Rusty Andersen PC/Laptop Error None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000240327  Tony Wood PC/Laptop Hardware None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000240384  Steve Sroka Application Error None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Jay Barfuss Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000240440  Kerry Carpenter Application Error Microsoft Word TIR Missed: No TIR: 0.00
Rural South Desktop Support Cheri Oldham Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000240445  Jim Harland None None None TIR Missed: No TIR: 0.00
Network Operations Dave Bodily Natural Resources Low Closed TTR Missed: No  TTR:
INC000000240477 Drew Patterson Telecom Dial Tone None TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000240567  James Greer None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000240659  Joe Helfrich Application Password Utah Master Directory TIR Missed: No TIR: 0.04
Help Desk Brenda Treadway Natural Resources Low Closed TTR Missed: No  TTR: 0.06
INC000000240720 Holly Betteridge None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000240797 Drew Patterson Telecom Dial Tone None TIR Missed: Yes TIR: 1.17
Voice Operations Annette Nielsen Natural Resources Low Closed TTR Missed: No  TTR: 1.17
INC000000240925 Deena Loyola None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000241048  Susan Kesler Application Password Utah Master Directory TIR Missed: No TIR: 0.29
Help Desk Brenda Treadway Natural Resources Low Closed TTR Missed: No  TTR: 0.88
INC000000241152 Lance Weaver Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 2.51
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: Yes TTR: 6.11
INC000000241229  Adam Heyder None None None TIR Missed: No TIR: 0.00
Rural South Desktop Support Scott Jesienouski Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000241243  Laura Gramse Telecom Feature Telephone TIR Missed: No TIR: 0.18
Voice Operations Gail Christiansen Natural Resources Low Closed TTR Missed: No  TTR: 0.18
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INC000000241391 Steve Bullock Telecom Call/Receive None TIR Missed: No TIR: 0.31
Voice Operations Annette Nielsen Natural Resources Medium Closed TTR Missed: No  TTR: 0.86
INC000000241506  Wade Paskett PC/Laptop None None TIR Missed: No TIR: 0.00
Rural South Desktop Support Lane Adams Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000241534  Hollie Brown None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000241539  Randy Thackeray PC/Laptop Performance None TIR Missed: No TIR: 0.34
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 1.36
INC000000241557  Scott Zeidler Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000241572 Ty Hunter PC/Laptop Virus Symantec AntiVirus TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Closed TTR Missed: No  TTR: 0.09
INC000000241575  Charity Gibson PC/Laptop Performance None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Closed TTR Missed: No  TTR: 0.05
INC000000241629  Gregg Beukelman Server Error None TIR Missed: No TIR: 0.28
Metro D Hosting Shawn Goble Natural Resources Low Closed TTR Missed: No  TTR: 0.28
INC000000241662 Krissy Wilson Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000241670  Sherry Childers Telecom CrossTalk/Noise/Static None TIR Missed: No TIR: 0.1
Voice Operations Annette Nielsen Natural Resources Low Closed TTR Missed: No  TTR: 0.61
INC000000241676 Sherry Childers PC/Laptop Error None TIR Missed: Yes TIR: 1.70
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 1.70
INC000000241682  Connie Garcia Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000241698  Tom Chidsey Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000241730 Bret Dixon Network Virus None TIR Missed: No TIR: 0.63
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: Yes TTR: 20.67
INC000000241731 Kevin Lundmark PC/Laptop Error None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Medium Closed TTR Missed: No  TTR: 0.00
INC000000241762  Jackie Watson PC/Laptop Hardware Microsoft Windows XP Professic TIR Missed: Yes TIR: 1.15
Rural Central Desktop Support Rod Montoya Natural Resources Medium Closed TTR Missed: No  TTR: 1.27
INC000000241763  Eugene Swalberg Telecom Voice Mail Telephone TIR Missed: No TIR: 0.34
Voice Operations Annette Nielsen Natural Resources Low Closed TTR Missed: No  TTR: 0.40
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INC000000241819 Natalie Harmon Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000241867  Barbara Perry None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: No  TTR: 5.05
INC000000241995 Pam Martin Application Reporting None TIR Missed: No TIR: 0.1
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.1
INC000000242255 Bill Thompson Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000242257  Sandra Grow Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.07
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 1.44
INC000000242533  Laura Melling Network Error None TIR Missed: No  TIR: 0.00
Rural South Desktop Support Ryan Bennett Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000242644  Susan Kesler Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000242648  Gary Brimley None None None TIR Missed: No TIR: 0.98
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.98
INC000000242692 Brenda Woolsey Application Error None TIR Missed: No TIR: 0.61
Rural South Desktop Support Doug Chaston Natural Resources Low Closed TTR Missed: No  TTR: 0.61
INC000000242769 Janet Utt Application Error None TIR Missed: No TIR: 0.46
Metro B Help Desk Val Shepherd Natural Resources Low Closed TTR Missed: No  TTR: 0.46
INC000000242868  Travis Nowers Telecom Feature None TIR Missed: No TIR: 0.65
Voice Operations Lois Schow Natural Resources Low Closed TTR Missed: No  TTR: 0.73
INC000000242871 Vance Twitchell None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR:
INC000000242879 Derek ODonnell Telecom Voice Mail None TIR Missed: No TIR: 0.1
Voice Operations Annette Nielsen Natural Resources Low Closed TTR Missed: No  TTR: 0.1
INC000000243037  Jeff Briggs None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000243056 Dave Cole Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.74
Metro D Hosting Sean McMillan Natural Resources Low Closed TTR Missed: No  TTR: 4.98
INC000000243092  Steve Demczak Application Error Internet Explorer TIR Missed: No TIR: 0.68
Rural South Desktop Support Lane Adams Natural Resources Low Closed TTR Missed: No  TTR: 0.70
INC000000243347  Nicole Dennison None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.00

Page 415 of 819



|Natura| Resources I

DTS Enterprise Incident Report

As of 2/1/2011

INC000000243693  Steve Newton PC/Laptop Error None TIR Missed: No TIR: 0.64
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 1.28
INC000000243730  Pat Stokes None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000243732 Dave Harris None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000243749  Amelia Bingham Telecom Hardware Telephone TIR Missed: No TIR: 0.16
Voice Operations Annette Nielsen Natural Resources Low Resolved TTR Missed: No  TTR: 0.24
INC000000243931 Bruce Hamilton Application Reporting ZENworks for Desktops TIR Missed: No TIR: 0.39
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.41
INC000000243975  Patti Rose None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000243998 Mike Ottenbacher Application Reporting Acrobat Reader TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000244120  John E Laursen Application Password Novell GroupWise TIR Missed: No TIR: 0.85
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.85
INC000000244195 Floyd Bartlett Application Password Utah Master Directory TIR Missed: No TIR: 0.50
Help Desk Brenda Treadway Natural Resources Low Closed TTR Missed: No  TTR: 0.52
INC000000244277  Jennifer Gregerson Telecom None Telephone TIR Missed: No TIR: 0.23
Voice Operations Annette Nielsen Natural Resources Low Closed TTR Missed: No  TTR: 0.74
INC000000244412 Marni Lee Network Performance None TIR Missed: No TIR: 0.19
Metro D North Desktop Support  Jon Vanderwood Natural Resources Low Closed TTR Missed: No  TTR: 0.19
INC000000244419 Michael Murray Network Error None TIR Missed: No TIR: 0.14
Campus Networking Jordy Davis Natural Resources High Closed TTR Missed: No  TTR: 0.22
INC000000244434  Tammy Kikuchi None None None TIR Missed: No TIR: 0.94
Application Services Danielle Hood Natural Resources Low Closed TTR Missed: Yes TTR: 6.13
INC000000244462  Gayle Allred Print/Copy/Scan/Fax Queue None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Jay Barfuss Natural Resources Low Closed TTR Missed: No  TTR: 0.50
INC000000244467  Tracy Hinds Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000244518  Jennifer Gregerson Telecom Hardware Telephone TIR Missed: No TIR: 0.49
Voice Operations Annette Nielsen Natural Resources Low Closed TTR Missed: No  TTR: 0.61
INC000000244535  Laurie Stickler Application Error None TIR Missed: Yes TIR: 2.81
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved  TTR Missed: Yes TTR: 46.81
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INC000000244555  Jennifer Gregerson Telecom None None TIR Missed: No TIR: 0.27
Help Desk Eileen Dubach Natural Resources Low Closed TTR Missed: No  TTR: 0.27
INC000000244576  Don Wiley Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000244608 Roger Lewis None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000244641 Samantha Schoppe Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Jeremy Standifird Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000244665 Lisa Brown Application Error Novell GroupWise 32-bit Windo TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.55
INC000000244765 John Solum None None None TIR Missed: No TIR: 0.90
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 3.00
INC000000244767  Gregg Beukelman None None None TIR Missed: No TIR: 0.91
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: Yes TTR: 6.36
INC000000244776  Jim Levy Application Reporting ZENworks for Desktops TIR Missed: No TIR: 0.86
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: Yes TTR: 35.52
INC000000244778  Sherry Childers Application Reporting Novell GroupWise TIR Missed: Yes TIR: 1.03
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 1.03
INC000000244793 Richard Emerson PC/Laptop Error None TIR Missed: Yes TIR: 1.54
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 1.54
INC000000244795 Rick Allis Application Reporting Microsoft Office XP Professiona TIR Missed: No  TIR: 0.87
Metro D Desktop Support Dustin Crump Natural Resources High Closed TTR Missed: No  TTR: 2.98
INC000000244801 Craig Morgan Application Reporting ZENworks for Desktops TIR Missed: No TIR: 0.70
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 2.81
INC000000244824  Charles Williamson Application Error ZENworks for Desktops TIR Missed: No TIR: 0.49
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.57
INC000000244830  Chris Tallackson Application Error ZENworks for Desktops TIR Missed: No TIR: 0.43
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved  TTR Missed: Yes TTR: 69.79
INC000000244835 Denise Brems Application Error ZENworks for Desktops TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000244860  Keith Christensen Application Error ZENworks for Desktops TIR Missed: No TIR: 0.12
Rural South Desktop Support Ryan Bennett Natural Resources Low Closed TTR Missed: No  TTR: 0.12
INC000000244880 Kerry Carpenter Application Reporting ZENworks for Desktops TIR Missed: No TIR: 0.58
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 2.64
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INC000000244883 Don Clark Application None None TIR Missed: No TIR: 0.74
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.74
INC000000244893  Brad Weber Application Reporting ZENworks for Desktops TIR Missed: No TIR: 0.51
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 2.43
INC000000244918 Mark Milligan Application Error ZENworks for Desktops TIR Missed: No TIR: 0.20
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 0.78
INC000000244923  Sandy Eldredge None None None TIR Missed: No TIR: 0.15
Metro D Desktop Support Dustin Crump Natural Resources Medium Closed TTR Missed: No  TTR: 1.71
INC000000244930 James Ollerton Application Error ZENworks for Desktops TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000244935  Stefan Wilson Network Error None TIR Missed: No TIR: 0.32
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 1.66
INC000000244998  Bill Lund Network Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Rural South Desktop Support Ryan Bennett Natural Resources Low Closed TTR Missed: No  TTR: 0.12
INC000000245011 Tiffany Hunt Application Error DWR Licensing System TIR Missed: No TIR: 0.00
Metro D North Desktop Support  Lori Hartzell Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000245013 Kent Jones Application Error ZENworks for Desktops TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000245014  Tiffany Hunt PC/Laptop Error Adobe Acrobat TIR Missed: No TIR: 0.00
Metro D North Desktop Support  Lori Hartzell Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000245018  Corey Unger Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000245031 Tracy Hinds Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D North Desktop Support  Lori Hartzell Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000245053 Kurt Vest Application Error ZENworks for Desktops TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 2.81
INC000000245063  Amelia Bingham Application Error ZENworks for Desktops TIR Missed: No TIR: 0.52
Metro D North Desktop Support ~ Jon Vanderwood Natural Resources Low Closed TTR Missed: No  TTR: 0.52
INC000000245076 Kayla Bulloch Network Error None TIR Missed: No TIR: 0.84
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 2.91
INC000000245083  Craig Clyde PC/Laptop Hardware None TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Closed TTR Missed: No  TTR: 0.09
INC000000245092  Andrew Dutson Application Error ZENworks for Desktops TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.61
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INC000000245189  Sherry Childers Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 2.90
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 2.90
INC000000245203  Lyle Summers Application Password Novell GroupWise 32-bit Windo TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000245221 Gayle Allred Print/Copy/Scan/Fax Incident SAP Frontend TIR Missed: No TIR: 0.00
Rural Central Desktop Support Jay Barfuss Natural Resources Low Closed TTR Missed: No  TTR: 4.23
INC000000245267 Patsy Baggs Application Error ZENworks for Desktops TIR Missed: Yes TIR: 1.21
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 5.96
INC000000245272 Roddy Pirouznia Application Error ZENworks for Desktops TIR Missed: No TIR: 0.72
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: No  TTR: 0.72
INC000000245429  Stephanie Earls PC/Laptop Performance None TIR Missed: No TIR: 0.59
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: Yes TTR: 18.98
INC000000245447 Denise Brems None None None TIR Missed: No  TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000245486 Mike Silva Application Error ZENworks for Desktops TIR Missed: No TIR: 0.18
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 3.36
INC000000245499  Jodi Becker None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000245545 PJ Abraham Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000245578  Tiffany Hunt Application Error DWR Licensing System TIR Missed: No TIR: 0.00
Metro D North Desktop Support  Lori Hartzell Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000245623 PJ Abraham Application Error Novell GroupWise 32-bit Windo' TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.14
INC000000245788  Gary Brimley Network Incident None TIR Missed: Yes TIR: 1.62
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: No  TTR: 5.49
INC000000245905 Kirt Enright Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000245944 Stephanie Earls Network Password Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000245994  Kaelyn Anfinsen PC/Laptop Hardware None TIR Missed: Yes TIR: 3.27
Metro D Desktop Support Paul Gedge Natural Resources Low Closed TTR Missed: Yes TTR: 19.73
INC000000246089  Mike Bolinski Application Error Remedy Incident Management TIR Missed: No  TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Closed TTR Missed: No  TTR: 0.15
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INC000000246112 William Chatwin Application Error ZENworks for Desktops TIR Missed: Yes TIR: 15.35
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved  TTR Missed: Yes TTR: 68.01
INC000000246116  Camron Petersen Application Error None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000246162  Christine Wilkerson Application Error ZENworks for Desktops TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.57
INC000000246166  Valerie Davis Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000246171 Valerie Davis Application Error None TIR Missed: Yes TIR: 2.50
Metro D Hosting Andre Musgrow Natural Resources Medium Resolved TTR Missed: Yes TTR: 76.22
INC000000246234  Eric Klotz PC/Laptop Hardware None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Medium Closed TTR Missed: No  TTR: 0.00
INC000000246323  Stephen Rutter Application Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Closed TTR Missed: No  TTR: 0.51
INC000000246341 Stephen Rutter Application Error Novell Client for 32-bit Windows TIR Missed: No TIR: 0.59
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.59
INC000000246345 Jo Ogea Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 12.46
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved TTR Missed: Yes TTR: 63.64
INC000000246381 Mike McNaughtan Telecom Hardware None TIR Missed: No TIR: 0.00
Help Desk Brenda Treadway Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000246391 Gayle Allred Network Incident None TIR Missed: No TIR: 0.60
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: Yes TTR: 6.68
INC000000246590 Roddy Pirouznia PC/Laptop Error None TIR Missed: Yes TIR: 3.27
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: Yes TTR: 16.29
INC000000246668 Keith Christensen Application Error ZENworks for Desktops TIR Missed: No TIR: 0.38
Rural South Desktop Support Ryan Bennett Natural Resources Low Closed TTR Missed: No  TTR: 0.38
INC000000246690  Craig Schaugaard Application Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000246729  Shauna Johnson PC/Laptop Error Microsoft Windows XP Professic TIR Missed: No  TIR: 0.00
Rural South Desktop Support Joel Finlinson Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000246793  Wendy Christensen Telecom Dial Tone None TIR Missed: No TIR: 0.12
Voice Operations Annette Nielsen Natural Resources High Closed TTR Missed: No  TTR: 0.12
INC000000246806  Sandra Grow Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro B Help Desk Janet Hongsyvilay Natural Resources Low Closed TTR Missed: No  TTR: 0.19
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INC000000247059 Gary Peck None None None TIR Missed: No TIR: 0.72
Metro D Hosting Andre Musgrow Natural Resources Low Closed TTR Missed: No  TTR: 1.59
INC000000247062  Marianne Burbidge Application Reporting Novell GroupWise TIR Missed: Yes TIR: 3.02
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 5.79
INC000000247068 Gary Peck None None None TIR Missed: No TIR: 0.64
Metro D Hosting Andre Musgrow Natural Resources Low Closed TTR Missed: No  TTR: 1.49
INC000000247134  Jayne Richens PC/Laptop Error ZENworks for Desktops TIR Missed: No TIR: 0.00
Rural Central Desktop Support Jay Barfuss Natural Resources Low Closed TTR Missed: No  TTR: 0.15
INC000000247501 Bryan Christensen Server Performance None TIR Missed: Yes TIR: 1.16
Metro D Desktop Support Dustin Crump Natural Resources Low Closed TTR Missed: No  TTR: 1.16
INC000000247633 Kent Hersey Application Error None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000247712  Steve Bowman None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000247725  Steve Schneider None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Closed TTR Missed: No  TTR: 0.00
INC000000247802 Holly Betteridge Application Error Novell GroupWise TIR Missed: Yes TIR: 2.34
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 3.49
INC000000247859  Shawn Cole Application Password Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000247956 Leslie Heppler Application Reporting ZENworks for Desktops TIR Missed: Yes TIR: 23.80
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved TTR Missed: Yes TTR: 45.67
INC000000247988 Denise Brems PC/Laptop Error None TIR Missed: Yes TIR: 4.77
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: Yes TTR: 10.32
INC000000247995 Daren Rasmussen PC/Laptop Hardware None TIR Missed: Yes TIR: 2.14
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: Yes TTR: 10.49
INC000000248076  Kirk Smith Network Password Novell Client for 32-bit Windows TIR Missed: Yes TIR: 1.48
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No TTR: 1.48
INC000000248087 Spencer Ellison Network Incident Novell Client for 32-bit Windows TIR Missed: Yes TIR: 1.43
Metro D Help Desk Dusty Serr Natural Resources Low Resolved  TTR Missed: Yes TTR: 8.08
INC000000248092 Wendy Christensen Application Error None TIR Missed: Yes TIR: 1.69
Metro D North Desktop Support  Lori Hartzell Natural Resources Low Resolved TTR Missed: No TTR: 1.69
INC000000243181 Debbie Robinson None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
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INC000000248239  Trina Hedrick PC/Laptop Error Microsoft Windows XP Professic TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Jay Barfuss Natural Resources Low Resolved TTR Missed: No  TTR: 0.10
INC000000248241 Eric Jones Application Password Utah Master Directory TIR Missed: No TIR: 0.35
Help Desk Eileen Dubach Natural Resources Low Resolved TTR Missed: No  TTR: 0.35
INC000000248252  Linda Bennett PC/Laptop Error None TIR Missed: No TIR: 0.04
Metro D Desktop Support Dustin Crump Natural Resources Medium Resolved TTR Missed: No  TTR: 0.82
INC000000248259  Kevin Gunnell Network Incident None TIR Missed: No TIR: 0.45
Metro D Help Desk Dusty Serr Natural Resources Low Resolved  TTR Missed: Yes TTR: 8.31
INC000000248334  Jim Smith Application Error ZENworks for Desktops TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000248373 Earlene Russell None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000248387 Earlene Russell None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000248405 Kirk | Smith Network Incident None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000248460 Benjamin Howe Application Error Remedy Service Request Mana TIR Missed: No  TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Resolved TTR Missed: No  TTR: 0.03
INC000000248515 Jim Smith PC/Laptop Error None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000248549 Kirk Smith Network Password None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000248590  Jim Smith Telecom None None TIR Missed: No TIR: 0.20
Voice/Data/WAN Services Spencer Blodgett Natural Resources Low Resolved TTR Missed: No  TTR: 0.77
INC000000248666 Nathan Barrons Application Password PGP TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Resolved TTR Missed: No  TTR: 0.28
INC000000248712 Paula Dupin-Zahn Application Error ZENworks for Desktops TIR Missed: No TIR: 0.72
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.81
INC000000248969  Julie Lovato Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000249065 Lynn Kunzler PC/Laptop Password None TIR Missed: No TIR: 0.29
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No TTR: 0.29
INC000000249124  Colleen Driscoll Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
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INC000000249229 KD Perkins None None None TIR Missed: No TIR: 0.00
Help Desk Brenda Treadway Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000249257  Lisa Brown Print/Copy/Scan/Fax Queue None TIR Missed: Yes TIR: 4.06
Metro D Desktop Support Paul Gedge Natural Resources Medium Resolved  TTR Missed: Yes TTR: 4.06
INC000000249273  Bob Obrien Application Error Mozilla Firefox TIR Missed: Yes TIR: 10.80
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: Yes TTR: 12.55
INC000000249311 Bill James Network Error None TIR Missed: Yes TIR: 6.19
Metro D Desktop Support Lynn McCrary Natural Resources High Resolved  TTR Missed: Yes TTR: 6.19
INC000000249333  Daren Rasmussen PC/Laptop None None TIR Missed: Yes TIR: 10.17
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved TTR Missed: Yes TTR: 17.41
INC000000249359  Stephanie Earls Application Reporting None TIR Missed: No TIR: 0.23
Application Services Tony Larsen Natural Resources Low Resolved TTR Missed: No  TTR: 0.44
INC000000249386  Stacy Shifflett Application Error ZENworks for Desktops TIR Missed: Yes TIR: 1.31
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 2.96
INC000000249401 Marie Jackson Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 2.47
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved TTR Missed: No  TTR: 247
INC000000249589 Katherine Creighton Network Incident Novell Client for 32-bit Windows TIR Missed: Yes TIR: 6.86
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved TTR Missed: Yes TTR: 6.86
INC000000249620  Sandra Grow Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.23
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.23
INC000000249640 Herm Rackl Telecom Dial Tone Telephone TIR Missed: No TIR: 0.08
Voice Operations Annette Nielsen Natural Resources Low Resolved TTR Missed: No  TTR: 0.26
INC000000249704  Chris Kierst Application Password ZENworks for Desktops TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000249720 Keith Crumpton Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Resolved TTR Missed: No  TTR: 0.53
INC000000249728 Rusty Andersen Application Error Novell GroupWise TIR Missed: Yes TIR: 5.29
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved  TTR Missed: Yes TTR: 19.97
INC000000249743 Brad Wolverton None None None TIR Missed: Yes TIR: 5.15
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved  TTR Missed: Yes TTR: 32.48
INC000000249765 Jo Ogea Print/Copy/Scan/Fax Error Code None TIR Missed: Yes TIR: 5.00
Metro D Desktop Support Paul Gedge Natural Resources Low Resolved TTR Missed: No  TTR: 5.66
INC000000249951 Christine Wilkerson None None None TIR Missed: No TIR: 0.26
Metro D Hosting Shawn Goble Natural Resources Medium Resolved TTR Missed: Yes TTR: 7.61

Page 423 of 819



|Natura| Resources I

DTS Enterprise Incident Report

As of 2/1/2011

INC000000249951 Christine Wilkerson None None None TIR Missed: Yes TIR: 7.61
Metro D Hosting Shawn Goble Natural Resources Medium Resolved TTR Missed: Yes TTR: 7.61
INC000000249954  Christine Wilkerson Telecom CrossTalk/Noise/Static None TIR Missed: No TIR: 0.09
Voice/Data/WAN Services Greg Blessing Natural Resources Low Resolved TTR Missed: No  TTR: 0.44
INC000000249977 David R Lee Application Reporting Symantec AntiVirus TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000249978  Katie Copple Application Error Microsoft Windows XP Professic TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000249997  George Oliver Application Reporting None TIR Missed: Yes TIR: 2.20
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: Yes TTR: 7.02
INC000000250013  Cheryl Gustin PC/Laptop Error None TIR Missed: Yes TIR: 2.10
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: Yes TTR: 12.55
INC000000250103  Jennifer Gregerson Telecom Hardware None TIR Missed: Yes TIR: 1.09
Help Desk James Stearns Natural Resources Low Resolved TTR Missed: No  TTR: 1.70
INC000000250142  Starr Losee Application Error Novell GroupWise TIR Missed: No TIR: 0.18
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.18
INC000000250149  Stevie Emerson Network Incident None TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000250156  Vickie Southwick Print/Copy/Scan/Fax Incident ZENworks for Desktops TIR Missed: Yes TIR: 1.09
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 1.09
INC000000250188  Sandra Grow Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000250202  Sharae Valentin Application Password State Payroll Time Entry Systen TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000250267  Jason Curry None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000250278  Sandra Grow Application Error None TIR Missed: No TIR: 0.83
Campus Networking Jordy Davis Natural Resources Medium Resolved TTR Missed: No  TTR: 3.95
INC000000250393  Trina Hedrick Application Error PGP TIR Missed: No TIR: 0.00
Rural Central Desktop Support Jay Barfuss Natural Resources Low Resolved TTR Missed: No  TTR: 0.07
INC000000250418  David Reynolds Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No TTR: 0.00
INC000000250420  Jennifer Gregerson Telecom Dial Tone Telephone TIR Missed: No TIR: 0.24
Voice Operations Annette Nielsen Natural Resources Low Resolved TTR Missed: No  TTR: 0.29
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INC000000250546  Terry Monroe PC/Laptop Hardware Microsoft Windows 7 TIR Missed: No TIR: 0.00
Rural South Desktop Support Joel Finlinson Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000250553  Cindy Roberts PC/Laptop Hardware Microsoft Windows XP Professic TIR Missed: No  TIR: 0.00
Rural South Desktop Support Joel Finlinson Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000250583  Wendy A Wilson Network None None TIR Missed: No TIR: 0.97
Voice/Data/WAN Services Mark Thomas Natural Resources Low Resolved TTR Missed: No  TTR: 0.97
INC000000250600 Wendy A Wilson Network None None TIR Missed: No TIR: 0.06
Rural Central Desktop Support Todd Hardy Natural Resources Low Resolved TTR Missed: No  TTR: 0.06
INC000000250642  Kelly Washburn None None None TIR Missed: No TIR: 0.88
Rural South Desktop Support Cheri Oldham Natural Resources Low Resolved TTR Missed: No  TTR: 0.88
INC000000250646  Mark Hadley None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000250647 Brook Cox PC/Laptop Performance None TIR Missed: No TIR: 0.45
Rural South Desktop Support Ryan Bennett Natural Resources Low Resolved TTR Missed: No  TTR: 0.45
INC000000250662  Jamie Dalton None None None TIR Missed: No  TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000250919 Ken Wyatt Application Password Utah Master Directory TIR Missed: No TIR: 0.00
Help Desk Brenda Treadway Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000250961 Christopher Duross Network Password None TIR Missed: Yes TIR: 1.73
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 1.73
INC000000250963  Jeff Briggs Application Reporting ZENworks for Desktops TIR Missed: Yes TIR: 1.65
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 1.65
INC000000250965  June Martinez Application Reporting ZENworks for Desktops TIR Missed: Yes TIR: 1.66
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 1.66
INC000000251008 Patti Rose None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000251021 Quentin Bradwisch Application Password Microsoft Windows XP Professic TIR Missed: Yes TIR: 1.38
Metro D North Desktop Support ~ Kathleen Gill Natural Resources Low Resolved TTR Missed: No TTR: 3.93
INC000000251036  Valerie Davis PC/Laptop Hardware None TIR Missed: No TIR: 0.98
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 3.48
INC000000251059  Lacy Welch Application Error Novell GroupWise TIR Missed: No TIR: 0.85
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 3.32
INC000000251064  Cathryn Smith Telecom Dial Tone None TIR Missed: No TIR: 0.07
Voice Operations Annette Nielsen Natural Resources High Resolved TTR Missed: No  TTR: 0.19
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INC000000251098  Jennifer Biggs None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000251306  Lisha Cordova Application Error ZENworks for Desktops TIR Missed: Yes TIR: 1.76
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved  TTR Missed: Yes TTR: 9.99
INC000000251331 Kent Moulton PC/Laptop Performance None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 1.55
INC000000251344  James Pummel Network Incident None TIR Missed: No TIR: 0.60
Metro C Desktop Support Troy Buchanan Natural Resources Low Resolved TTR Missed: No  TTR: 4.50
INC000000251351 John Knudson Jr PC/Laptop Hardware None TIR Missed: No TIR: 0.94
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 1.48
INC000000251371 David Tabet Application Error ZENworks for Desktops TIR Missed: Yes TIR: 1.23
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 3.43
INC000000251449 Nancy Ellis Application Error ZENworks for Desktops TIR Missed: No TIR: 0.54
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 1.26
INC000000251482 Kevin Gunnell Application Error Utah Master Directory TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.14
INC000000251501 Emily Debois Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000251503 Hollie Brown Application Error None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000251520  Teresa Bonzo Application Reporting Novell GroupWise TIR Missed: No TIR: 0.57
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.57
INC000000251527  Jeff J Steele Network Incident None TIR Missed: No TIR: 0.29
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: Yes TTR: 6.08
INC000000251590 Lacy Welch None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000251690  Orin Neal PC/Laptop Error None TIR Missed: No TIR: 0.81
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.81
INC000000251704  Chris Wood None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000251817  Kent Hersey None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000251868  Deborah Boren Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.89
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 3.72
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INC000000251908 Ty Hunter Application Reporting Symantec AntiVirus TIR Missed: No TIR: 0.00
Rural Central Desktop Support Rod Montoya Natural Resources Low Resolved TTR Missed: No  TTR: 0.20
INC000000251963  Jason Curry PC/Laptop Performance None TIR Missed: Yes TIR: 2.40
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 2.40
INC000000252125  Gary Brimley Application Error ZENworks for Desktops TIR Missed: No TIR: 0.63
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: Yes TTR: 8.05
INC000000252133 Kirk Forbush Application Error Water Rights.utah.gov TIR Missed: No TIR: 0.00
Rural South Desktop Support Joel Finlinson Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000252374  Susan Kesler None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000252377  Susan Kesler None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000252456  Tracy Wing Network Error None TIR Missed: Yes TIR: 2.55
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 2.55
INC000000252582 Rick Olson Telecom Voice Mail Telephone TIR Missed: No TIR: 0.17
Voice Operations Annette Nielsen Natural Resources Low Resolved TTR Missed: No  TTR: 0.17
INC000000252591 Marianne Burbidge Application Reporting Novell GroupWise TIR Missed: No TIR: 0.17
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 5.58
INC000000252634  Orin Neal None None None TIR Missed: No TIR: 0.84
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.84
INC000000252768  Jennifer Biggs None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.02
INC000000252769 David Wagner PC/Laptop Performance None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000252777  Scott Davis Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000252860  James Christensen PC/Laptop Performance None TIR Missed: No TIR: 0.00
Metro D North Desktop Support ~ Robert Stock Natural Resources Low Resolved TTR Missed: No TTR: 5.67
INC000000252940 Dan Richards Wireless Connectivity None None TIR Missed: No TIR: 0.00
Rural South Desktop Support Lane Adams Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000252942  Dan Richards Network Incident None TIR Missed: No TIR: 0.00
Rural South Desktop Support Lane Adams Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000253011 Eric Edgley None None None TIR Missed: Yes TIR: 1.25
Campus Networking Jordy Davis Natural Resources Low Resolved TTR Missed: No  TTR: 2.51

Page 427 of 819



|Natura| Resources I

DTS Enterprise Incident Report

As of 2/1/2011

INC000000253017 Eric Edgley None None None TIR Missed: Yes TIR: 1.16
Campus Networking Jordy Davis Natural Resources Low Resolved TTR Missed: No  TTR: 2.40
INC000000253185  Chuck Bobo None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000253272  Gavin McGregor Application Password None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000253330 Randy Staker None None None TIR Missed: No TIR: 0.00
Help Desk Vicky Marrelli Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000253389  John Good Network Error Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000253393 Stacey Jones Network Error Novell Client for 32-bit Windows TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000253473  Dennis Strong None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000253617 Lance Weaver None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000253639 Ruth Mitchell PC/Laptop Hardware None TIR Missed: No TIR: 0.33
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: Yes TTR: 9.76
INC000000253709 KD Perkins Application Error Novell GroupWise TIR Missed: No TIR: 0.07
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.07
INC000000253727 Hal Stout Application Error PDF Complete TIR Missed: No TIR: 0.46
Rural South Desktop Support Ryan Bennett Natural Resources Low Resolved TTR Missed: No  TTR: 1.04
INC000000253754 Hollie Brown PC/Laptop Performance None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000253777 Rick Allis PC/Laptop Performance None TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000253884  Jeff Briggs Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000253950  Holly Betteridge Application Error Novell GroupWise TIR Missed: No TIR: 0.09
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.35
INC000000254098  Sandra Grow Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.16
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No TTR: 0.16
INC000000254176  Julie Carter Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
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INC000000254196  Lisha Cordova Network Error ZENworks for Desktops TIR Missed: Yes TIR: 7.32
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved  TTR Missed: Yes TTR: 7.32
INC000000254242  Jodi Becker Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000254260  Cheryl Gustin None None None TIR Missed: No TIR: 0.11
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: Yes TTR: 7.72
INC000000254309  Craig Hunt Network Performance Novell eDirectory TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000254314  Anita Candelaria None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000254357  Sherri Petersen PC/Laptop Performance None TIR Missed: No TIR: 0.12
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: Yes TTR: 6.00
INC000000254362  Chris Tallackson PC/Laptop Error None TIR Missed: No TIR: 0.43
Metro D Desktop Support Paul Gedge Natural Resources Medium Resolved TTR Missed: No  TTR: 3.82
INC000000254472 Nora Healey Network Password Novell GroupWise TIR Missed: No TIR: 0.00
Metro D Help Desk Doug Brown Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000254518  Carl Mackley Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000254637  Will Atkin None None None TIR Missed: No TIR: 0.00
Network Operations Brian Chatwin Natural Resources Low Resolved TTR Missed: No  TTR:
INC000000254671 Marianne Burbidge Application Error Novell GroupWise 32-bit Windo' TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000254912  Jenny Zickgraf Network Password Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000255065  Angie Van Scoyk PC/Laptop Hardware None TIR Missed: No TIR: 0.00
Rural South Desktop Support Ryan Bennett Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000255087  Janae Wallace Network Performance Novell Client for 32-bit Windows TIR Missed: No  TIR: 0.17
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No TTR: 0.17
INC000000255137 Christopher Duross Server Error None TIR Missed: No TIR: 0.78
Metro D Hosting Andre Musgrow Natural Resources Low Resolved TTR Missed: No  TTR: 1.41
INC000000255271 Vicki Unander Network Error Utah Master Directory TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000255370 Lee Sim None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
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INC000000255458  Jaron Clyde Application Password State Payroll Time Entry Systen TIR Missed: No  TIR: 0.33
Metro D Help Desk Jed Patrick Natural Resources Low Resolved TTR Missed: No  TTR: 0.33
INC000000255476  Marshall Robinson Server Error None TIR Missed: Yes TIR: 1.13
Metro D Hosting Andre Musgrow Natural Resources Low Resolved TTR Missed: No  TTR: 4.86
INC000000255551 Gary Peck None None None TIR Missed: No TIR: 0.00
Metro D Help Desk Dusty Serr Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000255792 Marshall Robinson Telecom Voice Mail None TIR Missed: No TIR: 0.07
Voice Operations Annette Nielsen Natural Resources Low Resolved TTR Missed: No  TTR: 0.15
INC000000255824  Chad Cranney Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.00
Metro D North Desktop Support ~ Rodney Peterson Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000255942  Todd Volkening None None None TIR Missed: No  TIR: 0.00
Metro D Desktop Support Dustin Crump Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000255949  Sherri Petersen None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000255971 Candalyn Paxton None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
INC000000256022  Bob Hanover None None None TIR Missed: No TIR: 0.00
Metro D Desktop Support Denise Wardle Natural Resources Low Resolved TTR Missed: No  TTR: 0.00
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